e-access solutions from IBM 





Self-Service for the Hospitality Industry 

An addition to our product line: New Design Kiosks 

Builds on our proven kiosks 

• Lower cost entry point 

• Modular design for both 
free standing and counter 
top models 

• Choice of kiosk design 

• Larger touch screen 

• Faster implementations 

• Deliver low cost Room Keys 

• Backed up by IBM’s proven 
CUSS compatible middleware 

• Backed up by IBM’s Kiosk 
Manager monitoring software 

IBM e-access adds exciting and innovative kiosk designs to our 

portfolio of Self-Service products. Full production starts in 2004. 



Customer self-service is a wave 
sweeping across business today ... 
and in the hospitality sector it pro¬ 
vides the potential for competitive 
differentiation and advantage. To 
this end, IBM is providing leading 
hospitality corporations with self- 
service kiosks that allow guests to 
both check-in and check-out. 

With a great range of affordable self- 
service kiosks, outstanding software, 
proven applications, and services, 

IBM is the one-stop provider who can 
help you make the difference. A differ¬ 
ence that guests will notice, that will 
help bring them back time after time. 


Giving everyone what they want 

What guests really want is fast, seam¬ 
less transit through a hotel. To quickly 
and easily check-in, input or change 
their loyalty card numbers and receive 
their room keys. To review their folio 
and check-out. All in one stop. 

What you want, is to reduce the cost 
of the check-in process. To reduce the 
queues for your guests. To make self- 
service become the channel of 
choice for the majority of customers 
so that your people have more time to 
provide the human touch. 

IBM can do all of that. We can create 
the ‘win-win’ for you and your guests. 


Plus, 

IBM is a thought leader with the IATA 
Common Use Self-Service (CUSS) 
implementation standard, so your 
investment with IBM and self-service 
will have long term protection. What 
is more, we have linked into other 
check-in technologies like web and 
wireless devices. We are attacking the 
cost of the process. We have a lot of 
ideas on improving the customer 
experience. 

and... 

We are delivering solutions with a 
large number of your colleagues in 
the hospitality and travel industries. 
Come and join us. 


business 


An IBM Self-Service Solution provides outstanding potency in delivering a robust, high-quality, 
CUSS capable, self-service product to your guests. 










Features of the IBM Self-Service kiosks: 

• Designed to meet your application needs today and tomorrow - 

check-in, check-out, loyalty, etc. 

• Standard devices -15 or 17" LCD with Surface Acoustic Wave (SAW) touch¬ 
screen technology, integrates a standard PC that allows for easy upgradeability, 
motorised card reader, room key dispenser, standard 8 1/2 inch wide thermal 
printer (capable of printing pages from 3" to 11" long), integrated sensors for 
doors, locks and paper paths. 


IBM e-access and Self-Service 
Kiosks 

IBM’s existing family of kiosks is 
installed world wide, with a range of 
customers including Hilton Hotels, 
Marriott International, British Airways, 
United Airlines, US Airways, KLM, 
jetBlue, Air New Zealand, Gulf Air, 
Southwest, Air Canada, and via CUSS 
at McCarran Airport and Vancouver 
Airport. More are coming. 

We have expanded upon a great 
product with a new kiosk range 
designed to provide more choice, 
more options and more flexibility. 
Sticking with the winning format, the 
key to this new design is tight integra¬ 
tion with the IBM CUSS capable mid¬ 
dleware and monitoring software. 

As well as hotels, our kiosks are at 
work for airlines, airports, railways, 
bus companies and immigration too. 

Our kiosks check-in thousands of 
customers per day. 


• Optional devices available - 

barcode scanner, passport reader, 
smart card reader, debit keypad, etc. 

• Software Platform included - 

Windows XP Operating System, 

Fully CUSS V1.0 Compliant platform, 
IBM Consumer Device Services, 
Integrated diagnostics. 

• Remote monitoring of kiosks 
using IBM Kiosk Manager. 



New design counter top kiosk. 


A choice of kiosks backed up by IBM Consumer Device Services and IBM Kiosk Manager. 


Common Use Self-Service (CUSS) Standard 

Though CUSS was initiated by the airline industry to minimize the number of single vendor kiosks, there are implications 
for all businesses with e-transaction potential. Using standardized hardware and applications allows your guests to use a 
single kiosk for hotel check-in and airline check-in. 
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The ability to provide a CUSS 
platform is based on the 
capability of the kiosk middle¬ 
ware. This is where the IBM 
family of products scores, 
hands down. Our product, 
CDS, is out there working with 
a large, and growing number 
of hotels, airlines and airports. 


Common launch screen for McCarran SpeedCheck w 













IBM Consumer Device Services (CDS) 

The CDS middleware components offer: 

• Full separation of the application from the hardware in the kiosks 

• Your choice of development environment 

• Customisable applications 

• Emerging technologies 

• Problem notification of both device and application status 

• Diagnostic kiosk support 


CDS helps to drive high availability. CDS eases application development. CDS takes care of the interface to CUSS. 


Hilton Hotels Corporation 

Hilton Hotels has installed guest self-service kiosks at two of its largest wholly owned properties; the 2035-room Hilton New York 
and the 1544-room Hilton Chicago. These provide hotels and guests alike with a new approach to expedite the check-in/check-out 
process. Hilton worked with IBM to develop the kiosk hardware and software. This is the first stage in the rollout of self-service kiosks 
at the Hilton Family of Hotels. 

By inserting a credit card for identification purposes, guests follow a set of simple on-screen instructions and use the touch screen 
to check in to the hotel. The kiosk displays the traveler’s reservation, selects a room based on the customer’s preferences, issues 
one or more room keys and provides printed room directions and information. At the end of their stay, travelers can check out at 
the kiosk in the same fashion by reviewing and confirming their bill and printing out a receipt for their records. 

The wireless kiosks are tied into the company’s OnQ technology platform. This gives the kiosks access to up-to-the-minute 
information regarding guest preferences and service-recovery alerts and thus provides accurate service to incoming guests. 

The kiosks have been running since 
early January and company execu¬ 
tives are pleased with the results. 

Usage has already passed Hilton’s 
internal projections, according to 
Thomas Spitler, vice president - front 
office operations & systems for Hilton. 

“Self-service kiosks have been posi¬ 
tively received by travelers at airports 
worldwide, because of the conven¬ 
ience they provide to the traditional 
check-in process,” said Thomas 
Spitler. “The human element always 
has been and always will continue 
to be a critical cornerstone of the 
hospitality industry. This initiative is 
just one more example of how Hilton 
continues to implement user-friendly, 
leading edge technology to improve 
guest service for those that want it. 

Self-service kiosks will allow our 
guest service agents to focus on pro¬ 
viding value-added services to those 
guests who require it.” 







Kiosk Management Services and 
IBM Kiosk Manager 

IBM Kiosk Manager is a must if you have 
a network of kiosks. Kiosk Manager pro¬ 
vides remote systems management and 
monitoring capability right from the time 
the self-service kiosks are rolled out. 

IBM Kiosk Manager provides a 
number of services, including: 

• Real-time device monitoring - Every 
device in the kiosk must work. If there 
are any problems, you want to know 
immediately. Kiosk Manager provides 
alert information and the ability to moni¬ 
tor devices remotely. 


• Link to Corporate system management 
platforms - Kiosk Manager can link into 
your corporate systems management 
software of choice (Tivoli, Netview, 
Openview, etc.). 

• Application statistics gathering - The 
information you need to know about 
how your kiosks are being used and by 
whom, is stored for report generation 
and analysis. 

• Scheduler support - Kiosk Manager 
allows for commands to be scheduled 
and executed at the kiosk at times 
selected by you. 


• Web enabled viewing - Kiosk Manager 
provides support access to view your 
kiosk network remotely, to help drive up 
availability and usage. 

• CUSS capability - Kiosk Manager sepa¬ 
rates the public (platform provider) and 
private (application provider) event 
information for analysis. Kiosk Manager 
can manage all of your kiosk activity, 
both CUSS and non-CUSS. 


IBM Kiosk Manager does more than just manage the day-to-day operation of your kiosk application , 
it provides the information you need to make smart business decisions . 


Further Information 

For further information on the IBM 
Self-Service solutions and services 
please visit www.ibm.com/kiosk, 
or send us an email at 
eaccess@ca. ibm.com 


Often the requirement includes integration 
of a number of channels. A guest may 
start the process on the web but complete 
it at the kiosk. 

Our approach is to build the application 
flow once and deliver via many channel 
types. We have in place the tools to help 
do that. 

Come and talk to us about how we can 
help you deliver self-service to your 
guests. 


Many Channels, Many Customers 

Customers are increasingly seeking self- 
service options. IBM is working with hospi¬ 
tality providers to help them meet their 
guests’ objectives. 

For some, this means focussing on an 
application which can be delivered at a 
kiosk. But, self-service can be more than 
just kiosks. 
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